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1 Executive Summary

Project Overview Phase One
Development review playssignificant role in tha ct gbilitg to create a diverse and attractive

place to live and workiNew development and redevelopment canimprétved t vy’ s t ax bas

provide diverse opportunities for housing and urban renewal, and cnesteemploymentin
mostcommunities, the land delopment approval proce$smsbecome increasingly complex
and challenging for applicartts navigate.

In general, he procesgscriticized as being unpredictable and takiog long. Over the years,

the aty has implemented a number of practices t@iove customer relations and hasals
streamlined process steps. Despite these improvements, aspects of the process continue to be
frustrating for customers and staff.

Other bcal jurisdictiongn the metroareahave increasingiyntegrated their lanelse, site
development and building permit processes into a single workflovwuaned to online
permitting solutions to save time, improve custorservice, and track data more efficiently.

For the most part, Beaverton has not calmtd on these available advancemerfisom a
business process standpoint, development review is carried out in three highigaptardent

and yet very separ ateehndogyastandmintsthetyis rronuslizidg From

industrybesttools and software, and existing electronic capabilities are not optirhesalise
they are not utilized by all staff, available to all staff or have not been fully implemented.

Rather than undertake another studytb&é problem, in April 2015 thetg embarkel on a six
month project to implementean methodgdefined on page &nd begin makingnprovements
to the process that will help reduce timelinesrease consistency and predictabilayd allow
greater application of automation technologijhe purpse of this first phase of improvements
was to begimelding the processex three separate divisiorsBuilding, Planning, and Site
Development into a seamlesdevelopment revievprocesshat is:

supported by customer service that is timely, consistsyectful, clear, accountable, and
conducted in partnership with the development community with better tools and support to staff
in performing their roles.

The aim of the project was empowercity staffto take actioron the things they had the power
to change, createeal and sustained improvements tetdevelopment review process, and
institute a culture of continuous improvement in the organization. The project included:

- Map the current and future state processmiify gaps and process improvements,
devdop actions plans, and work on sevstprovementsprojectsfor 90 days.

- Atechnology assessmentdetermine how automation technology may be used to
furtherstreamlinewor k f 1l ows and br i mgwitBa@entendustiy n
standards and best practices.

S

- Discussion groups wittustomerdo heartheir frustrations with the process, identify
what i s working well, gather their ideas
emerging solutions forrpcess improvements.



Project Outcomes

9 Fully documented current and future state

process maps, with a clear vision of what
the process is to become atttke value
proposition for customers.

Full understandingf the process across all

three divisionsincluding the problem areas

Greater willingness to see changes
positively, consider alternatives to current
policies and procedures, and take action 1
change the pocess for the better.

Measureable progress on all seven of the
targeted process improvements.

and inefficiencies and what is needed to
further automate the process to achieve
more streamlining and greater efficiencies

More collegial riationships and stronger

collaboration among théhtee divisions tha

carry outdevelopment review.

9 Staff skills in business process mapping & q
applying Lean practices to achieve proce:
improvements.

Greater understanding of departmelavel

cgpacity to work on and sustain

improvements.

9 darity about how customers view the q
process, what they want from it, anidet
changes they would like thé&ycto make

Final productisstaf r i ven and

professional staff.

Recommendations

There are risktthe dty for not investing théime and resources to significantly improhe t
development review process, including continued customer frustration that spans years and
corntinued adversarial relationshiggtween staff and customers. Developers wik limgerest in
workingwiththect y t o meet Bmhiehungpactiteed 't ssconemis and n
community development strateg$taff are enthusitic now butwill lose faith in their power to
change the process if they are not supported with the necessary tools, training, and resources to
actually change the process and hdwyt carry it out.

The City oBeaverton must decide if it really is serious about significantly improving the
developnent reviev process. If so, it must implement these recommendations in Phase Two:

1. Cary forward and complete thenprovementsegun in Phaser@.
2. Build a nev customer service culture for developmeatiew.

3. Take immediate action to implement two or three highly visible improvements specifically
requested by customers

4. Invest in technologgolutionsand implement theecommerations in the Technology
Assessment.

5. Allocatethe necessary sources to fully implement Phase€improvements and the
recommendatios in the Technology Assessment in FY 2015/2016.

- Staff time/alloction, new FTE, ariLl17,995for software,equipment,and training.

6. Revisithe *‘ probl em | i s tnéValeSiream Mapping andtookPoh as e O
additional opportunities for process improvement.

7. Conduct Value Stream Improvementlospections and Final Sign.Off

Develop a road map for losigrm capitalinvestmentin and stable funding dhe
development review process part of anulti-phase effort



2 Background

Development review playssignificant role in tha ct gbilitg tocreate a diverse and attractive
place to live and workiNew developmenand rederelopment can improve the ct tax base,
provide diverse opportunities for housing and urban renewal, and create new employment
opportunities. Development review can & effective tool for retaining and enhancing
Beaverton’ s eapaudngdevelppment prdposdise by

- are consistent with the Comprehensive Plan and zoning ordinances
- consist of higlguality building design, urban design and site planning,

- include quality public improvements that limitthetitg¢ mai nt enance and r
costs,and

- provide an overall public benefit.

In mostcommunities, the land development appropabcess, standards, and formave been
developed incrementally ovéine years andn many cases have become increasingipplex
and challenging for applicartts navigate.In general, lte development review process
criticized for being unpredictable and takitog long. A bakog of applications mommonin
jurisdictions across the counfryith processing bottlenecksccuring frequently. Applicants and
citizens ofterdo not understand the process.

A review ofnanagement studies t¢tie development review process in a number of ottiges
illustrated a common set challenges that nearly all local jurisdictions greitiple

1 Staff have their individual areas of expertise and are often not familiar with all three of
the processes.

i Staff need to be energetic and enthusiastithese positiors; some are oveworked and
underempowered (specializa one part of the @de),andoften feel that they arén
survival mode.

1 Stff inherit the Code and were not involved in creatingatising a lack of ownership for
the process.

1 Staff in the field often trump the decisiomgmde by planners in the office.h&h staff
disagree, tk weight is on the developer to solve the issue, rather than staff working
together to find a solution.

1 Whenin doubt, staff hav@s t r ong i ncentive to say “no” be
onlydelays ppr oval . Bets ”i fa ntdh & sheydearpbeatgeprimandegl ,
for the mistake.Ultimatelyth er e ar e consequiecluding delaging s ay i n
new developmentrom keeping up with demand and resultingimcreased costs which
can be passed on to customers and end users (buyers)

Snce 2000, staff and managers in the Community Development and Public Works departments
have participated in studies and engaged invéis designed to improve thé ¢ y ' -gse,l a n d
site development and building permit processes (development review gjodesring this

3



period three studies by external consultants, one internal assessment conducted by staff and
managers in the city, and several customer service surveys were conducted as the basis for
finding ways to improve continujtgfficiencyand tumaround time in the development review
process.

Over the years, the city has implemented a number of practices to improve customer relations
and has als streamlined process steps. Despite these improvements, aspects of the process
continueto be frustating for customers and staff.

As with most large jurisdictions, Beave o n’ s d e v e procpsaseconiplexWerk is e w
distributed among three separate divisioaisd a variety of specialties. Aspects of the process
are not timely and customer service and the information provided to customers is inconsistent
across the staff and the three divisions that comprise development review.

Other bcal jurisdictions havincreasinglintegrated their lanelise, site development and

building permit processeasto a single workflowndturned to online permitting solutions to

save time, improve customeervice, and track data more efficiently. Several cities and counties
in the Metro area have advanced to fully-lore systems and most have components of their
process available eine.

For the most part, Beaverton has not capitalized on these available advanceRremsa
business process standpoint, development mevigcarried out in threbighlyinter-dependent
and yet very sepbaronaatechnbdlogystandpoint theragyraotnusliziig
industrybest tools and software, and its existing electronic capabibtiesiot optimized, either
because tBy are not utilized by all staff, available to all staff or have not been fully
implemented.

Rather than undertake atfter study of the problem, theity chose to implemenitean methods
andValue Stream Improvemettt begin making incremental improvemeinasthe process that
will help reduce timelinesncrease tle predictability of the process, and allow greater
application of automation technology.

This project was the beginning of what will be a nydéir effort that will be required to
streamlineananoder ni ze Beaverton’

s devel opment revi

e



3 Project Overview

Project Purpose

In April 2015, the city contracted with Kennedy Consulting LLC, with partner firm Koné
Consulting LLC, to assist staff and managers responsible for the develogpriemiprocessi
identifying and implementing business process improveme&hts pimary purpose of this
project wago begin melding the processes into a seamless development review pitoateiss

1) supported by customer service that is timely, conaistegectful, clear, accountable

2) conducted in partnership with the development community with better tools and
support to staff in performing their roles.

This project waBIOT another studylt wasnot about looking at what people are doing wrong

and recommending f i xes . ” T he aiempowefprodessewngrsand ect was
managers to take actisithat resultin real and sustained improvements tetdevelopment

review process. focused on fads of the process that proce®wners and managers within

the Community Developmerind Public Workdepartmentsare in control of and can actually

change. The focus of what can Ibacged waslefined at thevery beginning of the projesb

that valuabletime wasnot wasted on things that cannot be changed.

The projecused a continuous improvaentapproach and.ean methodologgo facilitate the
following outcomes:

1 clear understanding among all process owners of theteredln d pr ocess ( “as |

1 identification of bottlenecks and inefficiencies that create backlogs and inconsistent
outcomes, resulting in frustration for both customers and staff,

1 shared understanding and a clear vision among all process owners for an improved,
streamlined phataddresses th€sé ftustratibns anjl indfficiencies,

7 tangible changes that reduce the amount of time it takes thetaitssue permits
through the developmentaview process and improve customer and staff satisfaction
with the process and its outcomes.

The information gathered and the knowledge produced during the project is also intended to

drive the next phase of procegmprovement and providethed y' s exewitht i ve | ead
needed datdo make informedlecisions about future investmentsimprovingthe

development review process.



Project Description

The philosophy behind the project approach was to apply Lean methodology and identify
industry best practicgin a facilitated process that relied on the knowledge and expertise of the
process owneréstaff). The project approach was designed specifically to:

1 identify and proceed witmcremental stepso improvement, not a comple process
overhaul all at once,

identify specific agas of improvemerdand trysome changes
includecheckins with customerso vet the proposed changes, and
learnfrom what other jurisdictions are doing

The primary Lean methodologged in the projecis called Val ue Str eamV$lmpr ove.
Valuestream thinking involves loimig at anentire business process, mapping the process in its
current st at e whatyou'wansfotheduiure stateefdr the grocegs, and

identifying changethat need to be made to move from the current statdahe future state.

With a clear picture of how the entire process should operate in the futurecomes easy to
identifyimprovements that will close the gafphedevelopment review process improvement

project included the following components.

1 Presmping: city leaders and senior managers in CDD and Public Works cortfirened
organizational purpose of the project and ideatifthe major galue streams in the
development review process.

1 Scoping:Managersand staffdetermined the scope of the improvemt effort-wh at ' s i n
scope and out of scope and wkeactual work starts and stopdased upon the
purpose and major value streams identified in-greping.

1 Value Stream Mapping (VSM)e consulting team introduced process owners to the VSI
methodand facilitated this group in the creation of: 1) a current state value stream map,
2) a future state map identifying possible improvemeénthe value stream, and 3)
action plarsfor implementation of selected improvementsased upon the scope.

1 90-Day improvement ProjectsWith biweekly coaching and assistance fribva
consultants, process ownded the implementation of selected process improvements
and repored progress on value stream goals at defimgdrivals during the Sday
period.

1 TechnologyAssessmentWith thefuture state value stream magpmpleted, the
consulting team assessedrrent use of technology within the existing development
review process, documesd industry best pactices and identifiedpportunities for use
of automation technology to aaghie process improvements.

1 Project RetrospectiveAfter completion of the 9@lay improvement projectshe
consultantdacilitated process owners and project sponsors in reflectn the results of
the improvements and developing next staqtivities for further pscess improvements
that will achieveefficiencies and bettesutcomes.



Continuous Improvement: Introductiari Lean and Value Stream Improvement

The consulting team introducedigimanagerand stafftd* Lean” pri nciapthees and
primary method for identifying and implementing improvements to the development review

process. Lean is a set of principles based on the core idea that organizations can and should
maximize value for thecustomers while minimizing waste. Lean principles were founded in the
manufacturing industry but in recent years have been used by seeater organizations such

as government benefit programs, hospitals, and clinics to improve services for cgstomer

Lean thinking also involves changing the role of management from opticepagment

“sis’l oilent o optimizing the flow of information o
cross different departments or functions within an organization. esgowers employees to
make changes to i mprove workflow and reduce aft

prioritize the things that add value to customers.

While processwnersare engaged in Value Stream Improvem#rey arelearning to caduct
these sessions for themselves in the future so they can continually improve the development
review process once the project is completed.

Experimenting witlproposed improvements is another crucial component of the approach:

1 Itallowsthe processwner s to “fail early,” or in othe
which improvements are working and are of value, and which are not in order to
minimize time and investmentinthingshat don’t wor k.

9 It provides the opportunity to intervene and make&d ange or “course cor
proposed improvement that is not yielding the expected results

T I't creates early successes or “quick wins”
improvement effort and motivation for the process owners because teyhat the
process can actually be made better.



4 Project Activities

PreScoping

The purpose of grscoping was to have department and divideaders statehe organizational
project

purpose

of

t he

and

identify

purpose. The followindPurpose Statementas a poduct of the prescoping:

t he

To providdand use actions, construction permits, inspectionsfiaaldproject sigroff to the
development communitpat issupported by customer servibat is: timely, consistent,
respectful, clear, accountable, and in partnership customerswhile satisfying local,

county, regional, state, and federal rules and regulationsintain excellence in the built

environmenfor the community, neighborhoods, and residents

Also during the precoping meeting, the following were identified as\akie Streamsvithin
the development review process that need review for improvenmigmlan Review and
Approva) 2)Inspectionsand 3)Final SigiOff.

Out of these three value streams, Plan Review and Approvatlgated for this phase of the
project. It will be important to map the Inspections and Final-8fgmalue streams and identify
improvements for each of these processes. This work will be done in a later phase of the
continuous improvement effort.

Scoping

maj or

During £oping, division leaders asdlected process owners developett & a | u etioRTr op o s i
The propositionsa clear set of statements describing how a product or service can be made

attractive and helpful to customer#n image of the proposition is shown in Figure 1 below.

c

Process name: Plan Review and Approval

Vaiire stream owners: Sandra, Brad, Jim, Wendy

Input objectives:

Start

High level map for list of processes)

- Complete,accurate, cons:
= Clear,consistent direction ragarding
govemnment rules, regulations, and policies

= Clear,defined project scope

= Timely responses to requests for information

Suppliers:
= Federal county,regional, local, city agencies
(ODOT, CWS, WA County, etc)
= ITsystems
= Reprographics

Inputs:
- Applications and pre-applications
- Supporting document ts (plans, studies, letters)
s, rule

FRC reports
Staff reports
Land use order
Permits
Approved plans

Plan approval letters
Pre-consultation notes

* Clearly state next steps for customer

Customers:
*+  Development community
+  QPgroup

Outputs:
+  permits
= Approved construction plans
= Land use orders
= Pre-application notes
+  Completeness letters

ITsystems:

= E-mail, phones, networked file store / sharing

= Review process is frustrating for both the customer and the reviewer

Benefts vs impacts:

Benefits
= Happy customers
= Fewer phone calls to mayor
+  Better morale
*  Lessfeeling overworked
= Better job satisfaction
= Lower customer money outlay
= Better built environment it

Impacts:
»  The pain of change
+ Higher expectations from customers
+ Nophysical product output

/budgetary impacts
upport required

in scope:

Out of scope:
= Processes from external options
= Regulatory changes
= Direct orders from city government

Workshop logistics

Leadership panel:

Next steps:

Figure 1



n summary, the Value Proposition for Beaverto

to create a seamless development review process that is: 1) supported by customer service that is
timely, consistent, respectful, clear, accountadhel 2) conducteith partnership with the
development communityith better tools and support to staff in performing their roles

Value StrearMappingand Action Planning

A team of selected process ownéi@m the Building Division, Planning Division, and Site
Developmentollaborated together for three days to map the Plan Review and Approval value
streams in each division, identify all of the problems with the existing process, and define a
desired future &te that addressebottlenecks and frustrations for both staffdanustomers.

Qurrent State

The map of the current process, shown in Figure 2 below, shows three separate process flows
running on parallel tracks but with very few points of integratMalue Stream Mapping

provided a major breakthrough for process ownersne of them had full knowledge of all

components of the process until the current state map was completied to this, staff were not

aware of all the steps involved withineachd i si on’ s part of the proce:
the process where communication, coordination, and collaboration between the separate

di visions should be happening but isn’t.
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Hgure 3 illustrates additional prashs process
owners igntified that were either outside of
their control or outsidehe scopeof the
project.

Some of these problems will likely resolve
indirectly as planned process improvements
are implemented. Others will need to be
revisited in future cycles of continuous
improvement

Figure 3

Fuure State

The future state mam Figure 4 shows the streamlined process and the opportunities for adding
value for customers and reducing delays and frustrations. The yellow objects represent each of
the improvementsdentified by proess ownersimprovementsvere organized into seven

projects and staff created action plans for implementing the chaRgesess owners presented

the results of Value Stream Mapping to senior leadership in city departments and divisions a
gained support and permission to implement the improvements.
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Taking Action 90-day improvement projects

Each of the seven projeatarried out from July Septembe015had a clearly defined
purpose. The following is tlist ofimprovementsstaff worked orand the intended goals.

Improvements| Project Goals

1. Site Hol d a “kaizen event” (a deep d
Development| around the Site Development plan review queue in order to reduceipe
Plan Review | issuance time and provide better customer service.

Queue Value Stream Improvement Goakduce review times by 50%

2. Clean Water | Require customers to provide CWS green sheets in order to reduce p

Services review time, accountinime, and permit technician staff time.
(cws® Gr e| Value Stream Improvement Gaalgeduce staff time for review; improve
Sheet ”|permitdelivery time
3. Intake Create an intake process and staéippropriatelyin order to reduce plan
review and permit issuance time.
Value 8eam Improvement Goalsreduce the number of incomplete
applications; increase complete and accurate proposals by 25%

4. Electronic Usethe BeavertonRecords andipplicationDatabase(or BRAD, theity
Application developed permitenter program for application entry and tracking)
Submittal institute webbased application submission and customer tracKihg
and Trackg | Purpose is to snplify submission, intake, and routimgorder tohave

efficient plan reviews and to provide improved customer service and r
efficient use of staff time.

Value Stream Improvement Godl00% online submittal of appropriate
applications

5. Electronic UseProjectDox, a proprietary softwaremjgation for plan review and
Plan Review | approval (already owned by the City) to reduce permit issuance time.

Value Stream Improvement Goatduce permit costs in printing, travel
time, counter staff time, and space use.

6. Workspace | Create a workspace committee in order to provide recommendations

the effective use of space.
Value Stream Improvement Goakduce interruptions to improve staff
productivity.

7. Development Institute a development liaison staff positioridler to provide efficient

Liaison

customer service.

Value Stream Improvement Goakduce the number of incorrect
customer contacts by 105%

11



TechnologyAssessment

Once the titure stae value stream map wasmpleted and the 9@ay improvement projects

were underwaythe consulting tearassesedt he exi sting technol ogy sYVy:¢
developnent review process to determif®w automation technology may be usedurther
streamlinework flowsandb r i ng Beaverton’ s pndusttystangdrdsand | i ne
best practices. fciically, the assessment addressed

T options to consider in enhancing the city

1 options for updating or replacing the Beaverton Records and Applications Database
(BRAD) systefihe inhouse system designed to support the entry and tracking of
development applications)

1 approaches required to successfully implement and utilize ProjectDox (an electronic
document review (EDR) application that the city purchased in 2009 but has not
implemented),

1 opportunities to expand the use of mobile technology to suppowitanfield inspection
work,

1 other opportunities for applying automation technology to improve efficiency and
effectiveness of the process for customers,

1 changes in currergystems to support process improvements that staff identified in the
Value Stream Mapping (VSM) component of the project, and

1 the resources and support required to pursue these opportunities.

The technology assessment and tiesulting recommendations sihie stage to achieve greater
integration between thehree value streams and suppdiie completion of three of the
improvement projects intake, electronic submittal arectronicplan review.

Customer Discussion Groups

The dty sponsored two discussigroupswith developers, builders, architects, engineers,
designers, and other develogmt professionals to hear thdnustrations with the process
identifywhat is working well, gather their ideas for improvements and stare of theci t y ' s
emergingsolutionsfor process improvements. These conversations were facilitated by Michelle
Kennedy of Kennedy Consulting LLC, and Deb Meihoff ofi@otas with no ity staff present

so that development partners had freedom to be as candid as possible.

Partcipants shared their ideas for process improvements that would be most meaningful to
them and provided feedback on the pot&l viability of changes thétg is contemplating and
the degree to which these changes correspond to their expectations ofingctiie highest

level of customer service. The information from these sessions wilhfeimpithedc t v’ s
decisions about process improvements going forwardnatgleducate and train staff in
meeting customer needs and expectations.

12



What We karnedfrom Customers

According taccustomers participating in the discussion grqupsre tave been problems with
B e a v e devetopmentreviewprocess for many yearshey acknowledged thatthough
there have beemmprovements throgh the years, and that okadl dty staff are friendly and
personable, many aspects of the process are still problematic.

Two of the most significant frustrations for customers are: 1) the time it takes to get an approval
is too long; and 2) there is inconsistency in requiresieartd new items are added during each
cycle of review. They noted a number of frustrations, which have been documented in previous
studies and customer surveys dating back to 2000:

1T The processes between buil di ngllintsgratece dev el
There appears to be inadequatemmunication betweethe various divisions and staff
that are responsible for the processd it often results in inconsistent information
provided to customes.

1 Customers find the site development portiof the process to be the most frustrating,
with long delays, inadequate and inconsistent communicagiod multiple reviews.

1 Plans get roted to different parts of the ti. Documents get lost. Customers have to
take on responsibility for routing doments themselves, when in maother
jurisdictions in the metrareathere is a single point of contact for intake.

1 Thelength of time from start to finish of the process is far too long, making it difficult to
hit construction windowsCustomers said can take month$o get comments on a plan
set. Developers receivenflicting comments from thatg with no resolution.

T Staff don’t adhere to the schedule they se
no accountability or consequenceSustoners feel they cannatount on the iy to
meet timelines set out at the beginning of the process.

1 Itis not uncommon to get new comments on third or fourth review and sometimes from
new people reviewing plans who were not involved at any earlier stalge prdcess.
Customers say they often receivazhflicting comments from thatg with no way to
resolve them.

1 There appears to be little or no internal tracking of where an application is in the process
and cusbmers have limitedbility to know the status of an application.

1 Customers say thegceive approvals that are not upheld later in plnecess and that
the city often insists on changesateady approved plans after construction is already
underway.
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WhatCustomers Wat

1 Change the customer service miset. Getall staff thinking togethen a mae aeative,
innovative manner, creatirghighly responsive, helpfabllaborative approach to

solvinpcompl ex probl ems. Staff newaiththbo view t
customerwithin the parameters of thed@le and to fullyunderstand the impacts of
delays.

1 Provide oHine status check for applications and make surertfegrmation in the
system isccurate.

1 Create a single point of intake for plans and therrdioate review and comments.

T Do triage on the initial set of plans. Be
second set of plans wil/| hit the marKk. S
mi ni mum standards. D olmable stat ttne domg anythimg m an d
with them.

1 Provide a schedealcustomers can rely up@mnd then adhere to it Even if the process is
going to take longer than customers would like, they can plan more effectively if they
know what to expect and that thetg actually delivers within the timelines it sets as a
standard.

1 Ensure consistengarly involvement of customers in the review process.

1 Prior to final approval, make conditions very clear to developers, with cleatatkpes
regarding utilities. Aereshould be very few or no contentious issues after approval.

1 Have phased reviews with one set of permitted drawings/plans that all staff and
departments are using.

1 Be trarsparent about the cue. Tell customers where theyin the wait line.

1 Reconglerhow the queue is determinedBecause second, third and fourth reviews are
given higher priority in the queue, sometimes it takes weeks for the first review to get
started and completed.

1 There should bemnew fresh batches of comments at each stagewéw and no
changing things in the field during construction.

1 Have plans inspectors meet with building inspectors to go over the approved plans
before inspections occur in the field.
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5 ProjectOutcomes

The project achieved many of the intendmgdcomes and some that were not articulated or
expected at the outset. During the project retrospective, staff and managers who participated
identified the followng results and benefits to théyfrom Value Stream Improvement:

1 Because the processvners mappedhe value streams from end to énstaff now fully
understand the process acraaib three divisionsincluding theproblem areas and
inefficiencies

1 The @ty knows what is needed to further autate the process to achieve more
streamlining and gater efficiencies.

1 The city knows what will be required for successful implementation of ProjectDox.

1 CDD and Public Works have a better understanding ofdéyedrcity to work on
improvementsand sustain them.

1 Staffin CDDand Public Works nohave skillsn business process mapping and applying
Lean practices to achieve process improvements

1 Relationshipsamong staff are more collegahdthere isa framework for collaboration
among the threalivisionghat are part of development review.

1 There is grater understanding of what each division and person brings to the process

1 There is anore positive orientation thanrpvious attempts to improve the process.
People seem more open to looking at changes positively and coaketaatives to
current policeés and procedures #m they would have in the past.

1 The process hefjgl staffmove out of tleir comfort zones and buil@cognition that they
own the process and have the power to change it for the better.

1 Thefnal productisstaffi r i v en an drofessionalstafff by p

ActionPlanAccomplishments

Process owners responsible for implementingoacplanswere able to make progress on all
sevenof the targeted improvementd.he fact that the project took place during peak workload
had an impact on how much staff could realistically achieve irdayy@me period.

Also, some of the improvementgere dependent on additional resources that will need to be
approved by the May and the City Council in either the Supplemental Budget process or the
20162017 budget. The progress and outcomes audor each of the sevemprovement
projectsare sunmarizedin the table on the next page
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Improvements | Accomplishments

1. Site - Site Development now understaniti® root causes of why their
Development review pocess can take an extensively long time, including
Plan Review requirements fomultiple reviews.
Queue - They have an outline of acti®to take in order to educate custoneer,

for improved application submittals and to reduce the number of
review cycles.

The planned countermeasures to deal with the renise process
issues are: 1) update submittal requireme@jsawebsite tutorial
and FAQs3) a workshop and specializg€dining to educate
customers on what is expected
like; and4) a completeness check at the counter.

2. Clean Water

Staff have reviewed the Int&overnmental Agreement (IGA) and n

Servicegcw$ with CWS. Aumber of issues were identified in the meeting that \
“Gr een require more research, analysis and discusdiamn.example:
o The amount of city staff time required to evaluate, itemize,
and collect fees on building permit fixtures costs the Buildi
Divisionstaff time, and therefore money that they do not
recover.
o Only four percent of the funds collected stay at the city. Th
funds are deposited in the
o CWS does not have the capacity to receive applications
electronically, so diahce is an issue for most applicants if tl
city were to change to having CWS accept the plumbing
connection applications like they do for Washington Count
- Because this is an IGA issue, many other factors are part of the
discussion.
3. |Intake - All divisiongre working to update application checklists, including

review of have to have i nfo

information.

Counter equipment updates have been requested and partially
implemented

Internal routing drawers are being tested for eéfitidelivery of
materialsbetween divisions.

The Planning Division is testing entry of applications at the countg
with customer s rhaotuhresr. 't han ‘ w

The Building Division is routing new applications to Plan Review ¢
within 24-hours(previously this could take up to one week).

Site Development has made their application forms fillable pdfs.
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Improvements

Accomplishments

4. Electronic
Application
Submittal and
Tracking

(Beaverton
Records and
Application
Database, or
BRAD

- Conductedsite visits to the cities of Hillsboro and Gresham, meeti
with staff at both locations to learn and share information on
electronic applications and plan review.

- Determined that staff do not have full understanding of or adequa
training in using the B system.

- ldentified the need to develop new functions in the BRAD progratr
allow for online application submittal.

- Began reviewing the functions available in BRAD, evaluating thei
purpose, and working with ISD to decide on needed updates and
improvaments.

- Facilitated removal of the $00.00 limit assigned to use of a dted
card for paying permit feedVaiting for a check to be drawn from a
corporate account is time consuming araises delays. This chang
may aso facilitate online applications

- Staff is working to develop a simple online application for Pre
Application Conferencess atest for other potential applications.

- Inthe Technology Assessment, staff are recommending that the
issue a Request for Information (RFI) in order tauat@whether or
not to keep BRAD or move to an-tifé-shelf system.

5. Electronic
Plan Review
(ProjectDox)

- Conducted site visits to the cities of Hillsboro and Gresham, meet
with staff at both locations to learn and share information on
electronicapplications and plan review.

- Negotiated with Avolvehe ProjectDox vendor, for reasonable
contract terms to support maintenance, software upgrade to next
version, training costs, and postliye professional services.

6. Workspace

- Survey Staff conducted workspace survey of all folufloor
employees of CDD and Public Wonidsich yielded a 92% response
rate. Various types of noise and visual disruptions to work were 1
workspace issues as ranked by staff from a variety of issues that
occur wthin a workspace.

- Quiet Room Staff are testing the idea of a separate room with
‘“Library Rules’™ to provide st
uninterrupted, with laptops available and a few staff have used it.

- Cubicles In the survey, 63% cespondents identified higher cubicle
walls as a way to improve their work environment and ability to fo
on work tasks with less interruptions. Steffe preliminary number
on the associated costs for extending different walls.

- Customer CalisCastant phone conversations with customers can

disruptiveon the floor. Staff suggestede use lap tops in phone
rooms ‘off the floor’
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Improvements

Accomplishments

7. Development
Liaison

Conducted preliminary research of other jurisdictions thataudeave
investigated the use ahis approach Portland charges a high fee f
the service and CGodid dibmoa totbahia s
funded but not filled and will not be filled immediately.

Reviewed a Beaver tpositon tfatevaseieadted
but never filled (planning focus).

|l denti fied a potenti al test
incentive (at no charge to the customer) for developers and buildg
that commit to a specific level of construction at ooab specific
Energy Trust metrics

Identified issues for further research, including need for develope
agreements or land use Conditions of Approval in order to implen
this function.
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6

Recommendations

There have been many attgpts in the past to fiB e a v e detvebopmestreview process.
Although some useful changes resulted from these efforts, overall there has been only limited
success as indicated kstaff and customers participating in the Process Improvement Project.
Customers and staff eaceported many ofthe same concerns and frustratiotist were
documented repeatedly iprevious studies.

The City oBeaverton must decide if it really is serious
about significantly improving thaeevelopment review
process this time. If so, taking thetions outlined in
these recommendations will be necessary.

Principles for Movingdfward

Now that process owners are fully engaged in continuous improvement and are able to apply
Lean methods to making improvements to the development revawestream, we

recommend the ity move forward with the next phase of activities in alignmeétit the

following principles.

l

Value driven purpose:Focughe work on what customer valde ensure that you
deliver the right products and services when amere needed.

Process improvementmprove the work so you camovate and respond rapidly to
changing needs and demands.

People developmentBuildthe capability in every employee to solve problems and
continually improve processes in order to createenvironment for sustained
improvement.

Leadership behaviordDemonstrateprinciplebased behaviorsoleaders can support
and develop the people and processes that deliver value to customers.

Organizational culture Createa culture that encouragagspect, creative and innovative

problem solving, and empowers employees to take ownership of their processes and
results.

19



Re®mmendations for Phase Tw@0162017

Recommendation 1Carry forwarcand complete thémprovementsegun in Phaser@. This
includes immediatelgssiging staff resources tihe Continuous ImprovemerRroject
Manager role so the development review pracesprovements can move forward without
interruption.

Vv

Site Development assigrthe Continuaus Improvement Project Managier work
with Site Developmerstaff in a focused effort to ave the outcomesf the kaizen
event forward This is a significant area of concern for custoyaei$it rose to the
top of the list forareas of the process thatedto be modified in order for the
development review process to improve.

Clean Water Servicesontinue to evaluate the IGA issues with internal staff and
bring recommendations back to CWS for further discussion.

Intake— encourage staff to continllg identify issues in the intake process and test
actions for improvements.

Electronic Application Submiti@RAD upgrades$taff would like to continue using
BRAD for permit tracking, but it will need to be updated to support the new
functionality. If updating is impractical or simply not possible the city will need to
identify a replacement product and BRAD will need to be reti&éps include:

o0 Review theBRABystem and train staff ats existing functionality and
capacity.

0 Reinstitute online viewing of project status (existing or néw)customers,
train staff and expect staff to use it.

o0 Update the system as need

0 Presenta Request forinformationfor new third party systems and invite
vendorss in to present their produstanddetermine whether or not to invest
in a thirdparty system.

Hectronic Plan Revie{fProjectDox3}- site visits to Gresham and Hillsboro confirmed
what staff believed was true: applying this technoldlihelp Beaverton become

more consistent andfficient (with staff time and spaceand it will streamline the
process and reduce time and costs for the custofrsjectDox has been

successfully implemented across the nation for building and site plan review and
several local jurisdictions in Oregon are already usifgstgnificant knowledge base
already exists among customers who are served by multiple gtiasdi in the Metro
area, and Beaverton can take advantage of the experiences and lessons learned in
Hillsboro and Gresham, both of which have expressed willingness to help Beaverton
“get there” wit Btepsincdudet mpl ement ati on.

o Enter intoa contrad with Avolveto update and maintain ProjectD.ox
o Dewelop workflows, and train staff
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o Implement for Building Division in the first year, &ité¢ Development the

next year

o0 Get Plannind@ivisionstaff trained to review Building and Site Development

appliations

V Workspace- establish a committee to continually evaluate workspace issues and
develop solutions and present recommendatioBsaluate the physical organization,

functional relationships and proximities, and spatteiquacy for the permitting
functions. Create a centralized place and work environment that conveys a sense of

transparency, access, efficiency, and coordination to both customers and staff.

V Development laison—further explore the idea with customers asthe value they
would see in the role. If it is determined to be valuable, pilot a test and then evaluate

the results.

Recommendation 2Build a new customer service culture for Development Regaly and

empower staff through greater participatiamd taining in the process they own and
change the culturéo one focused on collaboratiygoblem solving A process may be
sound in theory but ineffective in practice if personnel are not properly trained or are

apathetic about new proceduré®causd h e y

don’t under st and

the changes To counter this, give staff a role in the decisi@king and implementation
process. Have them help shapéth guidancdrom leadership and customershat

exceptional customer serviteoks like. Then they will haserested interest in its success.

Existing Culture Suggested New Culture
Interpret Codes with no Recogniz¢hat real projects may need creative
deviation interpretations. Use whatever discretitre Code

suggests or alvs.Increase staff judgmersind
approval of minor modifications in the field.

Nit-pick submissions.
Cross every y“t"

Recognize that nit pialkg seldom builds a better
Beaverton, so stop doing it.

Do a first review that is
incompletejustto meet the
timeline performancegoal

Conduct a comprehensive first review. If this impact
the performance standard, work with managers to
obtain more staff or whatever is needed to meet the
performance standards along with complete first
review.

Answer phone calls and emails
whenever

Return all phone calls and eitsawithin 24 hours.

Add new conditions or

requirements each review

Do a comprehensive review the first time and only g
new items ithe project changes.

Once there is a cledefinition ofthe desiredcustomer servicetandards develop a

customized training, with assistance from a third party (consultant or other jurisdiction) and

deliver it to all staff. Then hold staff accountable to the standards through effective

performance management.
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Recommendatin 3: Take immediate action to implemémb or three highly visible
improvements specifically requested by customéisurof the improvements that

customers want most a more responsive and collaborative customer sexuittare, on-

line tracking of application statulewer reviews, and a more transparent queuepian

review in site developmentare already included in the above recommations. The dty
should proceed as quickly as possible in getting those things in placeramdinicating

with customers thathanges are being made so they can be looking out for improvements
and offering feedback about how the improvements are being impleme&ene other

high value improvements that would be the most meaningful to customers include:

V Establish predictable timelinedDeterminemaximum time from application
submittal to the time the applicant receives staff feedbacnsider using a
customer adwory groupo helpestalish acceptable levels and then consistently
adhere to them.

V Requlate as opposed to-ceeate Place more accountability on the licensed
professionals and tradespeople by relying more heavitii@nsealed plans.
Remember thaplanning documents are not construction documer@igy staff
should not spend copious amounts of time recreating the work of hired professionals.
City staff should review for basic protection of health, safety and welfaivill
reducecitysaf f’' s revi ew t i nvostefthelfeep tbat sgenspental | i a
gettinga project off the ground are the desigrreview phase. Customers feel they
pay a heavy cost up front and get very little value on theastment when there are
multiple reviews, changes are made late in the process, approvals areioed,
and changeare requiredduring construction phase.

V Offer an experienced development liaison ehause consultanfone of the
improvements under consideration from phase yi@eirprimaryfunction isto
assist customers through devefloongermgnt revi
process througiCertificate of @cupancy. Someettelopers doing business in
Beaverton have said they would be willing to pay for this serviase additional
charge on top of regular permit fees and other jurisdictions have implemented it
successfully. The benefit is to relieve the plan review staff and their supervisors from
conflict resolution and unexpected project management duties.

V Do triage on the initial set of plans Be cl ear about what i sn’
the second set of plans wil/ hit the marKk
mi ni mum standards. Don’t accept them and
with them.
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Recommendation 4tnvest in technology solutioasd implement all of the recommendations

in the Technology Assessmeifibking advantage of available technology solutions helps
inspectors be more productive and provide better customer seivittee field and allows
applicants to submit applications and plans and check permit status online. This eliminates
lost plans, enabkconcurrent departmental review, reduste physical space needed to

store plans and reduse&osts for customers in piting and reproducing plan sets.

V Proceed with immediateufl implementation of ProjectDa® support the electronic plan
review process improvement.he city has alregdnvested $200,00i thissoftware
applicationand workflows in Building and Site Development have already been modified
to fit the functionality of the software. While some additional adjustments may be
needed to accommodate any changes to the latest version of the software and staff will
need to be tained to use the system, Beaverton already has in place many of the pieces
needed for a successful implementation.

V If feasible, upgrade BRAD to support seabed application submission and online
customer tracking of the review proces3nline trackingf the review process is one of
features customers like most in online permitting, and it was the highest priority
electronic improvement identified by customers papiating in thediscussioawith the
development communityAs quickly as possible, dey@inent review leaders and staff
should work with ISD to evaluate existing BRAD features and determine whether or not
to develop additional features for BRAD to the degree desired to support all of the
envisioned process improvements and for future inteagratvith ProjectDoxIf BRAD
cannot be adequately enhanced to create the capability forvesed application
submission and online tracking of the review process, the city should expedite a Request
for Information to identify software options.

V Enhance athexpand use of mobile technology in the fiélthe power of field laptops
supports more “real time” service to custo
process steps and workflowAll field inspectors, (building, engineers, code
enforcement, angblanners) should haweireless field laptops or tablets tied to BRAD
and ProjectDox sothab n st r u c t 4ib @ mdladvirigd cafbeaviewed in the field, as
well as constructio records of previous buildings aaccess to forms and checklists that
can ke filled out in the fieldFor some of the inspectorsagicularly Bilding, small field
printers should alsbe usedAll inspeadrs should be equipped wimartphoneso that
they can communicatmore with the central office and wittustoners in a more timely
and responsive manner.
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V Expand the use of welnsed applications to promote greater ssdfvice and ease of
access for customersideas for enhanced webased capability identified by staff during
the VSM process include: custer-initiated requests for inspections, online chackor
inspection results, and the ability to look up permits by address. While soreased
features would require a robust online platform, others can be implemented using
existing capabilities.

V Initiate a Request for Information (RFI) process to identify alternatives for a robust online
platform that can either be integrated with ProjectDox or includes an EDR application.
Abandoning BRAD, and potentially ProjectDox, to pursue a new solutionwibmas
high cost-a $500,000 $3 million investment in a new system that would not be
implemented for two to three years once the solution is chosen. Even if the city chooses
to upgrade BRAD and implement ProjectDox, it will still be important taexq@tons
for a strategic sol ut i-temvisidnaftapaperléss, fulyuppor t
online permitting system and a replacement for BRAD at the point it is no longer useful.
Obviously this recommendation becomes a higher priority ititigedetermines it is not
feasible to upgrade BRAD or chooses to project replacement of BRAD at a future date

Recommendation 5: llAcate the necessary resaas to fully implement Phasen®
improvements and the recommendations in the Technology Assessnient2016/2017
Threetypes of investment are required to provide the necessary ressuor
implementation of the Phasen® ard Phase Wo recommendations:

1. Staff time/allocation to comiuous improvement as part of workpectations.
Leadership in CDD and Public Works needsutidycthat this is @riority within the
work cultureandt hat it is part of staff’s job as
development review. This cars hddressed by adding continuous improvement
responsibilities to job descriptions and setting clear performance expectations and
managing to those expectations.

2. New FTE in Site Development to address-teng understaffing of this function
retirement transitionsanddoubling ofSite Development application submittatsd
revenues These positions are being requested in the Supplemental Budget Request
for Public Works.

3. Funding for the technology recommendations identified in the Technology
Assessment ahsummarized in this repofthe table on the following page
summarizes the resources and estimated associated costs that will be required to
implemern the recommendations from the Technologgs@ssment, available at the
time of publishing this report.
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Resource Type Detail and Justification Cost

Implementation Necessary support to implement the existing
support to implement| city-owned ProjectDo&pplication. Includes:
electronic plan review
* 50% to be paid by
Building Division; 50% o
by Site Development | - Training costs

(General Fund) - Post gelive professional services

- Annual maintenance fee for 2016
- Software upgrade to next version $ 81,00000

Equipment/software | Needed toview, combine, separate, and revis
upgrades to increase | engineering drawing sets in an efficient
efficiency in Site manner

Development $ 3,135.00

- 11 monitor upgrades to replace small screq $ 560.00
- 2 copies of AdobePro Software

Mobile technology Essential tools for everyday field work and
capability for Site inspections tracking, gathering, and storing
Development data; collaboration/communication needs, af
for marking up aduilts

- 10 Microsoft SurfacePro Tablets

$ 13,500.00

- Wifi-Internet connection for 10 devices $ 4,800.00

- Net Motion for talets $ 2.000.00

- Vehicle tablet stands for 6 vehicles $ 1,800.00

- Replacement of outdated phones $ 8,300.00

- Plan Grid Service subscriptions for 10 devif ¢ 2,400.00

- Printer in a city inspection vehicle $ 500.00

Total Request $ 117,995

Recommendations for Future Phag23172019

Recommendation.6Re vi si t t hgenefad iphade endvallieiSseam Mappirand
look for additional opportunities for process improvemeidsntify actionsalready in existing
actions, those that can’t be solved here,
improvement

Recommendation:7Conduct Value Stream Improveamhon the obher value seams identified in
the phase one g-scopirg and scoping activitieg.his includes:

0 Inspections-to address inconsistencies with plan revibew inspections are
conducted, use of technology in thelfigand customer communicain.

o0 Final Sigioffs—customer communication on how this process works, the needs during
review and construction that couldake this process more fluid.
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Recommendation:8Develop a road map for losigrm capital investmerih and stable funding of
the development reviewrocessas part of a mulphase effort Thisincludesidentifying the
electronic systems, equipment, software, k&pace and appropriate level of staffing to
improve the process for staff and customerBhis recommendatioalsoincludesdeveloping
and implementing a strategy for stabilizing fundimgrder to weathefluctuations in the
economy.

When development started to increase after the 2008 recession, many jurisdictions had the
same problemThey had poor service levélscausdhey did not have an adequateimber of

staff to process the workload and electticials would not authorizenough dollars to keep up

with the demand. Today, sace levelsreoften still poor, lnt for a different reason. Whaegity
revenues ad budgets arelown,the solution is to reduce staff through layoffs. These layoffs

tend to take place across all functions including the planning ewelapment office and staff is

cut to a level where good service is no longer posdibke layoffs magccur even ithe planning

and development functions have revenues that exceed costs. These excess revenues simply are
transferred to the General Fund.

Ths recommendation proposeseating a fulcost recovery system of revenard budgeting

for Planniig and Site Development (Building already has this in pRrogressive development
andpermitting programs operate as full cestovery systems and fees astablished high
enough to make this possiblg/hie this normally works well tmes of highdevelopment
activity, it can be a probleduring times of low activity.here are two good ways to handle this
issue. The first i® have a substantial reseraecountwhich can baised in times of low activity.
A recommended level for such a reservegsivalent to 9 o2 months of the normal budget.

The secondpproach is to usablended staff. A base staff is supplemented by standr on
call consultants. As development activity picksadgjtional consultants are used. As
development derea®s, consultants are Hongerneeded. This avoids the laydtiifaditionally
used to solve the problentraining consultants to understand Beaverton regulations and
processes is key to the success of this approach.

Remember, dvelopers are concerned wittvé major issues: 1he time it takes to process an
application; ad 2)consistency and clarity of teviews. Time is of such greaiportance that

they are willing to pay extra fees in order to reduce timeliftsstomers participating in the

ci t giscussion group suggested these approaches and some even indicated they would support
higher fees if they can be assurstiorter timelines for application review and approval.
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7 Implications

There are risksotthe aty for not investing théime and resarces to significantly improve the
development review process. Customenes skeptical about whether theatg has the resolve to

follow through and make changes that will really matter. Staff are enthusiastic about the
possibilities but will lose faith their power to change the process if they are not supported with
the necessary tools, training, and resources to actually change the process and how they carry it
out. The following & implications fority leadership, staffustomers and Beavertonesidents

for not investing in continuous improvement:

- Continued customer frustration that spans yeg@artly based on improvement
studies and plans that do not result in change.

- Continued dversariafelationshipbetween staff and customers

- Developersdse interest in working withtheict y t o meet Bwmiieghvert on’
impactsthe d t gconemic and community development strategyey will doubt
t hat “Beaverton is Open for Business.

- Waning dizen enthusiasmif their puldic involvementip | anni ng ef forts d
result in dhanges to the built environment.

- Staff frustrations and oming feelings of disempowerment will continu@eative
soltions from staff may be lost.

- Comradery amongst staffill waneas divisions retreat to their silos

Some visible actions in the next year, along with the recommended investments in technology
will go a long way to mitigating the Iehgld frustrations with the processid the concern that
that the aty laclsthe commitment and follow through to fix adiken process.
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8 Immediate Next Steps

This report provides thatg with a roadmap for making incremental improvements to the
development review process that are visible, meaningful to staff and cerstpand move the
city toward its visiorof:

Aseamless development review process supported by customer service that is timely, consistent,
respectful, clear, accountable, and conducted in partnership with the development community

The following are recommended immediate next stedseigin implemering thePhaseTwo
recommendations:

1. Dedicatestaff resources for an ongoing projecamager to drive the continuous
improvement effort forward.

2. Enter into a contract with Avolve to facilitate the full implementation of ProjectDox,
starting in the Buildingitdision.

3. Purchaséhe requested software and mobile technologies to increase staff productivity
4. Review the BRAD system and train staff on its existing functionality and capacity.

5. Reinstitute online viewing of project status (skng or new) by customersain staff
and expect staff to use it.

6. Make Site Developmé the focal point for phase twoarocess changes.
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David Hughes, Info Services Manager Elzbieta Craig, Web Manager

Dave Waffle, Assistant Finance Director

City Attorney’'s Of fi c 8ilKirby, City Attorney
Peter Livingston, Assistant City Attorney

Ma y oQffites Randy Ealy, Chief Administrative Officer
Pat VanOsdel, Property & Facilities Manager Holly Thompson, Communications Manager
Joyce Barnd, Executive Assistant Erin G@rdenier, Support Specialist

Human Resources Department Angela Moreschi, iEector

rect
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C Technology Assessment
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Appendix A Project Artifacts

1. Value Stream Improvemernre Scopingexpectations

2. Value Stream ImprovemerereScoping Meeting Agenda
3. Value Stream Improvemernre Soping artifacts

4. Value Stream Improvemericopingexpectations

S.
6
7
8
9

Value Stream Improvemen®coping Meeting Agenda

. Value Stream Improvemen¥alue Proposition (fror&coping)
. Value Stream Mappingxpectations

. Value Stream MappgiHandout

. Value Stream Mappin@hree Day\genda

10.Value Stream Mappin@urrent & Futuretdtes

11.Value Stream Mappinéction Plans

12.Site Development Kaizen Evefgenda
13.Site Development Kaizen EvehB 8Step Problem Solvingdiksheet

14.Site DevelopmerKaizen Evenfrtifacts (inages$

15. ProjectDox Consensusovkshop Product (document artifact)



Appendix B-Listof Development Review Best Practices
from Other Jurisdictions

- Good plans, policies, handouttecklists, desigguidelines, construction standards,
all up to date

- Colocation of all development related functions

- Manager or coordinator of elmcated functions

- Clear agreement as to who has decision authority

- Adequate parking and public transportation

- Attractive and functional waiting area and counter area

- Counter wait times are set and monitored 10 or 15 minutes depending on commeedy
- Highly qualified front counter staff with a problem solving perspective

- Plans are checked for completeness ttka or in first few days

- Only complete plans are accepted for processing

- Electronic permitting system with good ties to GIS

- Electronic applications and plan submittal via Internet

- Credit cards are accepted both in the office and over the Internet

- Easy taunderstand fees based on actual costs

- Full cost recovegrand enterprise type fund

- Reserve account equal to 9 or 12 months of normal department budget

- Electronic plan check and electronic files

- Thorough, fast and fair process

- Use of stanéby consultantsvyh en per f or mance standards can
- Issue small permits over the Internet and accept all plans over the Internet
- Preapplication alternatives

- Early notice totakeholders

- Inter-department review committee with decision power

- Project managerswhohad | e “ cr ad|l e withodectsiongpower fronpppreo c e s S
application to Certificate of Occupancy

- Performance standards for processing and plan check with weekly reports
- Expedited review alternatives

- Cut performance standards in half for each subeatjaycle of review

- Meet performance standards 90% of the time

- Track both government and applicant times

- Comprehensive checks for the first review cycle



New requirements are not added in subsequent reviews, get it right the firstAlme.
reviewerstppar ti ci pate under a “if you snooze you

Consultants for overflow plans when performance standards cannot be met
Three strikes and you are out or increased fees after three cycles of review
Comprehensive Email lists of all Stakeholders indimrinity

Good website, handouts, forms, staff listings, phone numbers, email add@gseszation
charts, all plans, policies and ordinances

Ontline permit tracking

Electronic files at close odtrecords management

Interactive Voice Response antkinet inspection request systems
Next day inspections

Consultants when next day inspections cannot be met
Combination inspectors for residential and
Field computers, printers, and cell phones for inspectors

' advisory committee
Cugomer feedback and evaluation systems

Certified planners, engineers, plan checkers and inspectors
Stakeholder education sessions

Post construction field review of projects regarding quality issues
Work towards a paperless office

Devel opers

Periodically conduct avew of the process including customer input and support by elected
officials



Appendix G- Technology Assessment



